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DETAILED ACTION 

Claim Rejections - 35 USC § 103 

1 . The following is a quotation of 35 U.S.C. 1 03(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set forth in 
section 102 of this title, if the differences between the subject matter sought to be patented and the prior art are 
such that the subject matter as a whole would have been obvious at the time the invention was made to a person 
having ordinary skill in the art to which said subject matter pertains. Patentability shall not be negatived by the 
manner in which the invention was made. 

2. Claims 23-26, 29, and 31 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Foster et al. (U.S. Patent 6,356,632). 

As to claim 23, Foster et al. teaches the steps of: scheduling a time slot so that 
the agent can accept training information without disrupting the agent's interaction 
duties (col. 4, lines 11-18); terminating the interaction duties for the agent before 
providing the training information to the agent (col. 3, lines 10-17; col. 5, lines 39-41). 
Since agent's schedule breaks or training session are scheduled in advance (Fig. 3, 
200; col. 5, lines 35-41), hence it would have been obvious to one of ordinary skill in the 
art at the time the invention was made that the agent already knows ahead of time the 
time of the scheduled time slot that the training information is available. 

As to claim 24, Foster et al. teaches terminating the interaction duties is 
performed by the agent (col. 3, lines 10-17; col. 5, lines 39-41). 

As to claim 25, Foster et al. teaches monitoring the agent to determine whether 
the agent is engaged in the interaction duties (col. 6, lines 6-19). 
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Claim 26 is rejected for the same reasons as discussed above with respect to the 
second limitation of claim 1 . 

As to claim 29, Foster et al. teaches terminating the training information occurs 
only of the agent has attained a predetermined performance score (col. 2, lines 16-20). 

As to claim 31, Foster et al. teaches a computer-readable medium having 
computer-executable instructions for performing the steps recited in claim 23 (col. 3, 
lines 38-57). 

3. Claims 27-28, 30, and 44-52 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Foster et al. (U.S. Patent 6,356,632) in view of Shaffer et al. (U.S. 
Patent 6,128,380). 

As to claim 27, Foster et al. does not teach providing the training information 
from which the agent can select a training segment. 

Shaffer et al. teaches providing the training information from which the agent can 
select a training segment (col. 5, lines 12-18). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate the teachings of Shaffer into the teachings of Foster 
for the purpose of allowing the agent to select what training is suitable for him or her, 
since the agent himself or herself is the one who knows what he or she needed. To be 
trained on. 

As to claims 28 and 49, Shaffer et al. teaches monitoring a work distribution 
component while providing the training information to the agent; and if a workload of the 



Application/Control Number: 1 0/602,804 Page 4 

Art Unit: 2614 

work distribution component exceeds a predetermined criteria, terminating the training 
information to enable the agent to engage again in the interaction duties (col. 6, lines 
37-66). 

As to claim 30, Shaffer et al. teaches postponing the training information if the 
queue becomes very full or no agent engaging in the interaction duties since agents are 
in training (col. 6, lines 37-42). 

As to claim 44, Foster et al. teaches the steps of: scheduling a training session 
so that the contact agent can accept training information without disrupting the 
interaction duties of the contact agent (col. 4, lines 11-18); disconnecting the contact 
agent from a contact engine so that the contact agent does not perform the interaction 
duties during the training session (col. 3, lines 10-17; col. 5, lines 39-41). 

Foster et al. does not explicitly teach providing the training information to the 
contact agent during the training session; and if the contact center has a workload that 
exceeds a predetermined threshold, terminating the training session and connecting the 
contact agent to the contact engine to permit the agent to perform the interaction duties. 

Shaffer et al. teaches providing the training information to the contact agent 
during the training session (col. 4, lines 6-17); and if the contact center has a workload 
that exceeds a predetermined threshold, terminating the training session and 
connecting the contact agent to the contact engine to permit the agent to perform the 
interaction duties (col. 6, lines 37-42). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate the teachings of Shaffer into the teachings of Foster 
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for the purpose of better load balancing in monitoring and managing the performance of 
the call center. 

Claims 45-47 are rejected for the same reasons as discussed above with respect 
to the first limitation of claim 39. 

As to claim 48, Foster et al. teaches scheduling a training session comprises 
receiving performance data for the contact agent (col. 5, lines 5-18). 

Claim 50 is rejected for the same reasons as discussed above with respect to the 
third limitation of claim 29. 

Claim 51 is rejected for the same reasons as discussed above with respect to 

As to claim 52, Foster et al. teaches a computer-readable medium having 
computer-executable instructions for performing the steps recited in claim 23 (col. 3, 
lines 38-57). 

4. Claim 33 is rejected under 35 U.S.C. 103(a) as being unpatentable over Shaffer 
et al. (U.S. Patent 6,128,380). 

As to claim 33, Shaffer et al. teaches sending information related to the 
enqueued calls along with receiving information related to agent assignment and 
training (col. 4, lines 55-60). Shaffer et al. does not explicitly teach notifying the contact 
agent via an email message that the training session is scheduled. It would have been 
obvious to one of ordinary skill in the art at the time the invention was made sending 
information to agent would also be accommodated via email. 
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5. Claims 37, 41, and 53-56 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Shaffer et al. (U.S. Patent 6,128,380) in view of Foster et al. (U.S. 
Patent 6,356,632). 

Claim 37 is rejected for the same reasons as discussed above with respect to 
claim 28. 

Claim 41 is rejected for the same reasons as discussed above with respect to 
claim 25. 

As to claim 53, Shaffer et al. teaches the steps of: a communications network 
that supports communication between an agent of the organization and the constituents 
(col. 3, line 62 through col. 4, line 6); receiving data and workload data and delivering 
training session for the agent based on the agent's availability to accept training (col. 3, 
lines 19-23; col. 4, lines 8, lines 17); and an information delivery component adapted to 
deliver information to the agent during the training session (col. 4, lines 10-12). 

Shaffer et al. does not explicitly teach about scheduling. 

Foster et al. teaches scheduled training session and information (col. 3, lines 11- 

18). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate the teachings of Foster into the teachings of Shaffer 
for the purpose of better managing and load balancing call center according the 
scheduled information. 

As to claim 54, Shaffer et al. teaches the workload data is agent workload data 
(col. 3, lines 18-19; col. 4, lines 8-10). 
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As to claim 55, Shaffer et al. teaches the workload data is organization workload 
data (col. 3, lines 17-18 - waiting queue in call center). 

As to claim 56, Shaffer et al. teaches determining whether the agent is available 
to receive information during the scheduled training session (col. 4, lines 8-12). 

Claim Rejections - 35 USC § 102 

6. The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that 
form the basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(e) the invention was described in (1) an application for patent, published under section 122(b), by another filed 
in the United States before the invention by the applicant for patent or (2) a patent granted on an application for 
patent by another filed in the United States before the invention by the applicant for patent, except that an 
international application filed under the treaty defined in section 351(a) shall have the effects for purposes of this 
subsection of an application filed in the United States only if the international application designated the United 
States and was published under Article 21(2) of such treaty in the English language. 

7. Claims 32, 34-36, 38-40, and 42-43 are rejected under 35 U.S.C. 102(e) as being 
anticipated by Shaffer et al. (U.S. Patent 6,128,380). 

As to claims 32 and 39, Shaffer et al. teaches the steps of: accepting call center 
load data from the work distribution component operable for receiving and distributing 
incoming contacts (col. 4, lines 2-12); analyzing the call center load data to determine 
when to schedule a training session for the contact agent (col. 4, lines 8-12); and 
scheduling the training session so that the contact agent can accept training information 
without disrupting the interaction duties of the contact agent (col. 4, lines 10-17). 

Claims 34 and 42 are rejected for the same reasons as discussed above with 
respect to claim 32. 
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As to claim 35, Shaffer et al. teaches accepting agent performance data from a 
quality monitoring component; and analyzing the agent performance data in 
combination with the call center load data to determine when to schedule the training 
session (col. 5, lines 5-18). 

As to claim 36, Shaffer et al. teaches determining whether the contact agent is 
engaged in the interaction duties and in the absence of participation in the interaction 
duties, available to receive the training information (col. 5, line 66 through col. 6, line 3). 

As to claims 38 and 43, Shaffer et al. teaches a computer-readable medium 
having computer-executable instructions for performing the steps recited in claim 32 
(Fig. 1; col. 3, line 62 through col. 4, line 6). 

As to claim 40, Shaffer et al. teaches monitoring the agent during the predicted 
time to determine whether the agent is available for the training session; and if the 
agent is available, delivering the training session to the agent (col. 4, lines 8-12). 

Double Patenting 

8. The double patenting rejection will be considered between the instant application 
and U.S. Patent 6,628,777 in future office actions. 

9. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Quynh H. Nguyen whose telephone number is 571-272- 
7489. The examiner can normally be reached on Monday - Thursday from 6:15 A.M. to 
4:45 P.M. 
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If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Wing Chan, can be reached on 571-272-7493. The fax phone number for 
the organization where this application or proceeding is assigned is 571-273-8300. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov . Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 



Quynh H. Nguyen 
Patent Examiner 
Art Unit 2614 




